March 14, 2007
Cobb County Senior Adult Transportation Study

Task 3 Best Practices Review
A. Travel Training Programs

Travel Training programs take on a variety of forms, from one-on-one training to group sessions,
some of which include outings and others which are more orientation and discussion based. Five
programs are highlighted here. Included in this review is the travel training program in Chatham
County, Georgia, which ultimately was not a successful program. This is included to
demonstrate how a lack of community involvement and dedicated resources, including staff and
funding, can be detrimental to the overall effort.

1. Lane Transit District — Bus Buddy Program

Eugene, Oregon

Total Population (2003 Estimate) 142,185
Seniors as a percent of total population (2003) 13.9
Overall Population Density (2000) 70.9 Persons Per Square Mile

Program Organization

The Bus Buddy program is administered by Lane Transit District in cooperation with two
local senior centers.

Program Description

The program provides a volunteer “Buddy” to ride with an interested senior to teach
system navigation, trip planning, boarding/deboarding, fare payment, safety, and other
topics identified by the Buddy while working with the senior.

Seniors requesting service are matched with a volunteer by senior center staff and they
work out the details directly. Training is provided in a one-on-one setting. The Buddy
meets with the senior to provide orientation training and to arrange a trip. The Buddy
then rides with the senior, and they discuss the trip and determine if there are additional
needs, issues or concerns that require further assistance.

Resources Required

The Bus Buddy program is managed through the marketing department of LTD. There is
no formal budget and very little expense of the program. The cost of background checks
is absorbed by the Human Resource department of LTD, and is approximately $250 per
person.
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Bus Buddies are volunteers who are registered through LTD after making formal
application. They undergo screening by LTD staff and are subject to a background
check. LTD staff conducts an interview where they go over the program and the
expectations and then also conduct reference checks. If the person seems to be a good fit,
they are added to the program. Once approved as a volunteer, they are provided training
by LTD staff on the same topics that they will in turn use to train the seniors. There are
currently 10 volunteers enrolled in the program.

Measures of Effectiveness

Buddies follow up with the trained senior, as does senior center staff, after the training
experience to identify additional needs and determine the level of confidence the senior
has with using LTD. LTD staff also follows up with the senior center for program
evaluation purposes. Programmatic problems that may arise are identified through this
on-going interaction.

Volunteers fill out an informational card after the training experience indicating where
they went, how the training went and indicating any concerns or additional training
needs. If additional training is recommended, the senior center makes contact to see if
the participant is interested. The participant is also provided a card to fill out with their
perception of the training. Both of these cards are mailed to the program manager at
LTD.

Approximately 30 people per year are provided training. One of the current volunteers is
also very active in the senior center and has started to put together groups of seniors who
may be transitioning from the private vehicle, through losing their license, or death of a
family member that was their travel support. This has generated a request by the senior
centers for quarterly group training.

Lessons Learned

Specific problems that have been identified include the unavailability of a registered
volunteer. When this occurs, LTD staff and senior center staff attempt to resolve the
issue. If the issue cannot be resolved, the volunteer is removed from the approved list.

Pre-screening of the volunteers is important to the program, in particular conducting
reference checks. Staff stresses to the volunteers that this is a training program, rather
then a companion program, and that they should not wait with the individual through
doctor’s appointments, etc.

Appropriate screening of the participant is important, too, to the success of the program.
The needs of some persons may be outside the scope of the program at which time the
individual may be referred to another program. This most likely occurs when an
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individual has multiple disabilities or levels of cognitive disabilities. Also during this
screening, personal preferences or difficulties may be identified that would alter the
volunteer matching process (for example, a senior with a certain range of hearing loss
may not be matched with a soft-spoken volunteer, etc.).

2. RideWise

Portland Oregon Tri-County Area
Total Population (2005 Estimate)

Clackamas County 368,470

Multnomah County 672,906

Washington County 499,794

Seniors as a percent of total population (2005)

Clackamas County 111

Multnomah County 10.7

Washington County 8.9

Population Density (2000)

Clackamas County 181.2 Persons Per Square Mile
Multnomah County 1420 Persons Per Square Mile
Washington County 613 Persons Per Square Mile

Program Organization

RideWise is provided by Ride Connections, a non-profit organization that provides an
array of services including transportation service delivery and referral services.

Program Description

Ride Connections provides travel training for persons in the Portland area, which
includes the counties of Multnomah, Clackamas, and Washington, who desire to use the
array of local public transit services. Specifically, Ride Connection’s RideWise program

provides:

Personal and group travel training with a trained Ride Connections staff person or

volunteer using in-service vehicle,

Help in choosing the mode of transportation that best fits the type of trip to be

made,

Support for agency professionals who travel train, including school and transition

staff. These programs are eligible to receive free bus fare through RideWise,

Personal and group orientation in boarding actual TriMet buses and MAX trains

using vehicles not in service,
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o Follow-up support and training as needed,
e Trip planning and referral, and
e Individual training on all transportation systems in the region.

Individuals receive an average of 11 hours of training on the use of transit services. The
amount of training provided is determined by the individual’s needs, identified through
an initial interview and during the training process. Individuals continue to receive
training until they are 100% efficient in all necessary skills.

The focus of the program is on the people with disabilities and older adults. The biggest
cost savings is working with the younger disabled population, and those that have not yet
become regular users of paratransit services. The intent is to capture capable people
before they begin to rely on the more expensive and less flexible paratransit programs.

Riders Clubs have recently been initiated. In this effort, a group of persons at a senior
living facility gather for a pre-planned outing, to be accompanied by Ride Ambassador, a
volunteer of the RideWise program. There are currently 3 Riders Clubs. The interest and
planning is initiated either by facility staff (senior center or housing community) or by
RideWise staff. The clubs gather at different frequencies, from once a month to weekly.
The concept has been so successful that the groups are beginning to go without an
ambassador.

Resources Required

Ride Connections employs 3 FT staff in the administration and deployment of the
RideWise program. These persons are responsible for call in-take, referral, and
assignment of trainers to participants. Those persons whose needs are found during the
initial interview to require greater levels of training assistance are assigned to the staff
trainers. This can include those that have multiple trips and destinations and those with
cognitive difficulties who need more assistance with trip planning, fare payment, and
system familiarization.

The initial interview is conducted in-person, in order to better assess the individual’s
abilities. Additional insight can be gained by direct observation of the individual’s home
environment as well as their functionality in that environment, things that can easily be
missed in a phone interview. In addition there are 3 other FT employees as well. There is
1 Program manager, 1 Service Specialist, and 1 Outreach Coordinator.

Additional training is provided by volunteers including transit advocates, transit resource
specialists from the senior communities, and others recruited from a variety of places
including the partner agencies.

Full-time trainers employed by Ride Connections are provided significant training that
takes about 2 months to complete. This training is conducted by current staff through
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shadowing and also by assigning the person to work with an already trained senior
passenger. Volunteer trainers receive six hours of training by Ride Connections staff.

Travel training staff is included as a part of the organization’s overall budget.
Background checks are approximated at $40 per individual. The training cost per person
has not been calculated.

Ride Connections provides general liability and worker’s compensation insurance for
staff trainers through their organizational coverage policy. Alternate coverage for
volunteers is in place.

Participants or their legal guardians are required to sign a “Consent to Train and Liability
Waiver”.

Measures of Effectiveness

The effectiveness of the program is evaluated through follow-up surveys conducted at the
end of the training sessions and at 3 and 6 month intervals after initial training is
provided. Information gathered through these surveys includes the individual’s skill
proficiency, frequency of use, and additional training required.

Individuals who have been using the paratransit service only receive RideWise training,
which teaches them how to access additional transit options including fixed route buses,
trains, and community shopper shuttles.  As a result, transit providers are able to
document the measurable decrease in the need for paratransit, a more expensive service,
based on the number of rides requested.

Over the last year, Ride Connections staff referred 146 individuals, and offered either
personalized trip planning or one-on-one travel training and 12 group travel trainings,
serving 186 individuals.

Lessons Learned

Successful training is dependent upon an accurate evaluation/assessment of each
individual’s needs.

The infrastructure of the program must be well thought-out and the ability to collect data
in the appropriate form is crucial.

Taking digital photographs of all persons trained through the program has become
standard procedure. An emergency protocol is in place that includes notification to law
enforcement and transit operations and distribution of the person’s photo, to assist in
locating persons who may have become lost in the system. Ride Connections is

Cobb County
Senior Adult Transportation Study 5



frequently a resource for emergency contacts in the event of a problem with a registered
rider, as they maintain a comprehensive database of pertinent information.

3. Palm Tran - Travel Training

Palm Beach County, Florida

Total Population (2005) 1,268,548
Seniors as a percent of total population (2005) 21.4
Overall Population Density (2000) 573 Persons Per Square Mile

Program Organization

The program is provided through the Public Relations Department of the transit agency.
Training is conducted by the staff of the Public Relations department as a part of their
overall job.

Program Description

Through the travel training program, group training is provided at senior centers, adult
communities and other locations that request the training. The training consists of a
presentation which addresses system navigation, trip planning, boarding/deboarding, fare
payment, safety, and other topics identified by the group. After the presentation, the
group boards a bus and takes a trip, where they get to practice the information they have
just learned.

Presentations are also provided to center directors or staff who can provide further
assistance in a one-on-one setting as necessary.

Resources Required

The program is incorporated into the overall budget of the PR department.

There are two staff members providing the training, who are covered by the agency’s
general liability and worker’s compensation insurance.

Measures of Effectiveness

The PR department sends out informational flyers to market the program and considers
requests for initial and repeated speaking engagements as measures of its success.

The program holds about 12 group orientations a year. For each orientation, they attempt
to have 10-15 participants.

Lessons Learned
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The hands-on approach, in terms of having the group board and ride the bus, handle fares
and use the farebox is extremely important to overcoming some of the fears associated
with using public transit for the first time.

4. Special Transit - Easy Rider Program

Boulder Colorado

Total Population (2005 Estimate) 280,440
Seniors as a Percent of Total (2005) 8.7
Overall Population Density (2000) 392.6 Persons per Square Mile

Program Organization

Special Transit is a private, non-profit organization located in Boulder, Colorado.
Special Transit provides a number of different programs and services, including
paratransit service, Family and Friends Mileage Reimbursement, the Easy Rider Travel
Training Program, and information and referral on available community transportation
options.

Program Description

The Easy Rider Program provides one-on-one travel training to teach older adults and
people with disabilities how to safely and confidently use public transportation. Training
techniques are adapted based on an individual's abilities and assist in overcoming any
barriers to riding the bus. An initial assessment is conducted to determine an individual’s
existing travel skills and the one-on-one training is adapted to meet their needs. The
program also provides re-training for graduates of one-on one travel training who may
need to update travel skills.

In addition to one-on-one training, a presentation entitled “Seniors on the Move” is
offered to senior groups at independent living centers and senior centers. This is a two-
day training session consisting of 2 hours of classroom training and a group outing on the
following day.

Recently the concept of “Transit Ambassadors” was initiated. A Transit Ambassador is a
senior volunteer familiar with using transit who either attends senior center activities or
resides at the independent living facility, and, for a free bus pass, offers guidance for
individual and group outings.

Resources Required

There is one full-time year-round employee who manages the program and provides
training. There is one additional 8-month employee who provides training and assistance
during the warmer months.
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Staff is covered by the non-profit’s general liability and worker’s compensation
insurance. Program participants are required to sign to release waivers, one that agrees to
hold the trainer harmless and the other a acknowledgement of health care coverage (even
if it’s Medicare).

The department’s budget is $108,000; however, roughly 30% of this is allocated to the
activities of other departments within Special Transit, including the Development
Department, whose function is to secure funding for the program, and the Marketing
Department. The Rose Foundation is the major contributor to the travel training
program.

Measures of Effectiveness

Follow-up surveys are conducted by phone. Significant data is collected for regular
reporting purposes, including trainee demographics, type of training and number of hours
provided, trip purpose, source of referral, frequency of use and travel patterns, and
personal opinions about the training and its importance.

In 2006, there were 56 individual trainings and 112 persons attending the group trainings.
For these purposes, persons who attended only one day of the group orientation are not
counted in the total.

Lessons Learned

Individual training is far more successful than the group training; however the group
training is effective for orientation purposes. Approximately 42% of those who attend
the group training do go on to use transit independently.

5. Chatham Area Transit — Travel Training

Chatham County, Georgia

Total Population (2005 Estimate) 238,410
Seniors as a Percent of Total (2005) 12.6
Overall Population Density (2000) 529.8 Persons per Square Mile

Program Organization

Travel Training had been provided by the Community Outreach Coordinator of the transit
authority.

Cobb County
Senior Adult Transportation Study 8



Program Description

The travel training program was instituted to aid passengers in making the transition from
Teleride (paratransit) to fixed-route service. Travel training served to help overcome
physical barriers and teach people to ride the bus. The “selling point” of the travel
training program was that it was a free program open to the elderly, people with
disabilities and the general public. A heavy reliance on paratransit services by the target
population and their supporting agencies was a barrier to implementation.

The program was designed to provide one-on-one training over a three-day period that
included an initial assessment and orientation session, a live trip with the assistance of the
trainer and a final shadowing session where the trainee navigates the system
independently under the supervision of the trainer.

Resources Required

The program had one non-dedicated staff person to coordinate and conduct the training.
Additional resources necessary included a bus and an operator, depending on the type of
trip during which training was to be provided. There was no formal budget for the
program.

Measures of Effectiveness

The number of successfully trained persons as well as their choice to use fixed route
service rather than the paratransit service were the measures intended to show program
effectiveness.

Lessons Learned

Due to a lack of interest, community involvement and support, and dedication of
resources and staff to the program, the travel training program was discontinued as of
January 2007. The paratransit service carries a large number of agency clients and is
possibly so established that attempts to sway passengers to the fixed route program are
hampered simply by the level of comfort.

How could these lessons and programs be applicable to Cobb County:

Sponsoring agency-- Cobb DOT, CSS, Other? Non-profit? Faith based?

Avre there existing trainers in Cobb, at CCT, who could be utilized?

Who would be the most appropriate trainers- agency staff? VVolunteers? Seniors?
If volunteers, administrative requirement for background checks

Program would require marketing, promotion

agrwbE

Benefits: enhanced access to transportation, more flexibility and mobility for seniors
Costs: marketing, promotion, training, administrative functions
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Questions: Liability for sponsoring agency

Measures of effectiveness: number of individuals trained, follow- up on use of public
transportation system by those who have been trained.

B. Taxi Subsidy Programs

1. Fairfax County Seniors on the Go!

Fairfax County, VA

Total Population (2005 Estimate) 1,006,529
Seniors as a percent of total population (2005) 8.8
Overall Population Density (2000) 2455 Persons Per Square Mile

Program Organization
Seniors on the Go! is administered by the Fairfax County Department of Transportation.
Program Description

Seniors On-The-Gol! is a transportation program that helps moderate-income seniors.
Eligible seniors travel by taxicab affordably, safely and independently with the purchase
of discounted taxi fare.

Participants must meet all of the following requirements:

o Be 65 years of age or older.

o Be a Fairfax County or the City of Fairfax resident.

o Have an annual income of $40,000 or less for an individual or
$50,000 or less for married couples.

Eligible seniors may purchase up to sixteen (16) coupon books at $10 per book within a
12-month period. Each coupon book contains $30 worth of coupons, or 10 coupons
valued at $3 each. Couples who are joint applicants may purchase a total of 32 books
during a 12-month period.

Seniors contact the taxi provider directly to arrange transportation and pay them with any
combination of coupons and/or cash.

Resources Required
There are two full-time staff whose time is allocated between this program and the travel

training program. The overall program budget of $500,000 has not been increased since
the inception of the program in 2001. Approximately two-thirds to three-quarters of this
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amount is used to subsidize the cost of the taxi coupons. There are three taxi companies
that participate. Taxi companies are reimbursed for the face value of the coupon.

Measures of Effectiveness
Only one formal evaluation of the program has been conducted. Effectiveness is
generally measured by how rapidly the taxi coupons are used and by customer feedback
in the form of compliments or complaints.
Lessons Learned
Staff stresses to users to take advantage of all transportation options rather than to rely on
one single source, such as the taxi program. This creates opportunities to market the
other services available in the county and serves to reduce the likelihood that seniors will
overuse the program and be left without options toward the end of the year.

2. DuPage County IL Pilot 11

DuPage County, IL

Total Population (2005 Estimate) 929,113
Seniors as a percent of total population (2005) 10.2
Population Density (2000) 2707 persons per square mile

Program Organization

The program is sponsored by the Dupage County Department of Human Services and
administered by the individual participating cities, townships, villages and human service
agencies.

Program Description

DuPage County, IL, initiated a subsidized taxi service as a pilot program in 1998. The
program is primarily aimed at older adults and persons with disabilities, although
sponsoring agencies have been able to offer subsidies to many other DuPage residents as
well. Participation is available through sponsoring cities, villages, townships and human
service agencies. The program is detailed on the Federal Transit Administration’s
United We Ride Useful Practices web page.

Persons must be registered through a sponsor and can then purchase coupons worth $5
toward the taxi fare. Program participants may ride together and share their coupons for
payment. Travel is possible 24 hours a day, 365 days a year, anywhere in the county, and
lift-equipped vehicles are available.
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Resources Required

The service, initially using one taxi company, currently uses nine. The program provides
about 35,000 trips per year and involves expenditures of approximately $310,000 for
transportation service. Administration of the program requires the equivalent of one
county employee (one FTE).

Measures of Effectiveness

The initial program was expanded to add human service agency clients and others in need
of transportation through additional coordination of funding and resources.

Lessons Learned

Coordination of resources has been effective as has been delegating the direct
administration of the program to each participating town or city. Town meeting minutes
indicate issues surrounding service quality and a lack of control with respect to the cab
companies, however, their involvement has continued.

3. Village of Schaumburg, IL - Taxi Program

Schaumburg, IL (2003 Estimate) 74,342
Seniors as a percent of total population (2000) 9.5
Overall Population Density (2000) 3967 Persons Per Square Mile

Program Organization

The Village of Schaumburg administers a taxi subsidy program for seniors and persons
with disabilities. Age and/or proof of disability are the only requirements to accessing
the program.

Program Description

Participants are registered through the village offices and are provided taxi vouchers.
The value of the voucher depends on the nature of the trip — general purpose trips $2.70,
medical or medical related (including pharmacy visits or visits to others in medical
facilities) $5.00. Passengers are responsible for the remainder of the total taxi fare.

Taxi operators are reimbursed the face value plus 10% for each completed voucher
submitted (the rider must fill out the voucher and give it to the driver).

Resources Required
There are no dedicated staff for the program, however there are two primary persons who
register users at the village offices. Outreach sessions are held at senior centers during

Cobb County
Senior Adult Transportation Study 12



which three staff persons attend to register participants. The overall program budget is
approximately $4,500, which is drawn from the village’s general fund. There are four
cab companies that participate.

Measures of Effectiveness
The service registers about 100 participants a year who take 2,100 trips per year.
Lessons Learned
The only problems encountered have been cases where a taxi driver is unaware of the
program, but this happens infrequently. The program is simple to manage and requires
little paperwork and tracking.
How could these lessons and programs be applicable to Cobb County?
1. Who should be the sponsoring agency: Cobb County? CSS? Role of ARC?
2. Are there enough taxi providers who would be interested in participating?
3. What funds would be used to subsidize the program?
4. What is the appropriate user side fee for this program?
5. Would require marketing and promotion
Benefits: enhanced access to transportation, high degree of flexibility and mobility for seniors
Costs: marketing, promotion, subsidy fund for taxi companies, administration
Questions: what is the taxi market in Cobb County, impact of previous taxi program
Measures of effectiveness: number of trips provided
C. Volunteer Transportation Programs

1. Senior Services, Volunteer Transportation

King County, Washington

Total Population (2005 Estimate) 1,741,583
Seniors as a percent of total population (2005) 13.9
Overall Population Density (2000) 70.9 Persons Per Square Mile

Program Organization

Senior Services is a non-profit organization that provides VVolunteer Transportation. The
transportation is funded through the local agency on aging, the Medicaid transportation
broker, King County Metro, Washington State DOT and through grants and donations.
Volunteer Transportation was formed in 1975 to help meet the transportation needs of
King County seniors and their families.
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Program Description

Volunteers provide transportation using their own vehicles for individual needs, and both
volunteer and paid drivers provide service using vehicles purchased through WSDOT and
King County Metro to senior meal sites. The volunteers provide a personalized, one-on-
one transportation service. They drive seniors to and from appointments, waiting with
them until they are ready to return home. The seniors appreciate the helping hand and
moral support. There is no charge for VVolunteer Transportation services.

Some volunteers are open to providing any transportation while others are selective as to
where they will go and or whom they will transport. Some volunteers re registered, for
instance, only to provide rides for certain individuals.

Resources Required

There are 380 volunteers who use their own vehicles and 38 paid and volunteer drivers
for other programs. There are three full-time schedulers who arrange the transportation
services, a half-time coordinator and a half-time administrative assistant. Scheduling is
done by hand as is all the follow-up documentation and processing of mileage
reimbursements.

The non-profit’s annual budget is $1M, $389,000 of which is allocated directly to the
Volunteer Transportation program. $42,000 was spent in mileage reimbursement.
Volunteers are reimbursed at a rate of $.35/mile.

Measures of Effectiveness

In 2006, 25,378 one way trips were provided and 369,493 services miles were generated.
Lessons Learned

Having stated expectations of the volunteers in terms of schedules, safety and their roles
is key to the success of the program, although there needs to be flexibility when dealing
with them as they are volunteering. Appropriate screening and training is required in
order to effectively manage the risk in the program and to ensure the safety of the

passengers.

Providing accurate information about trip information is critical, including date, time,
location and client.

Marketing is most necessary as it applies to recruiting volunteers.
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2. Neighbor Ride, Howard County MD

Howard County Maryland and surrounding area

Total Population (2005 Estimate) 269,457
Seniors as a percent of total population (2005) 5.6%
Population Density (2000) 983.5 persons per square mile

Program Organization

Neighbor Ride is a private non-profit in the state of Maryland. They are funded through
grants, donations and fees for service.

Program Description

Neighbor Ride is a volunteer transportation program available to seniors for
transportation for their personal needs, health care appointments, social visits, business
engagements, personal care appointments, attendance at community events, religious
services and other day-to-day activities. Seniors must be pre-registered and must pay for
their transportation in advance, either at the time of booking or through the use of a
spending account. Passengers are requested to schedule their rides at least three days in
advance. Service is available seven days a week, and is subject to volunteer availability.
Fares are zone based and passengers are required to pay any tolls or parking fees at the
time of service.

Resources Required

Neighbor Ride employs one half-time Director and one half-time Assistant. There are
110 volunteer drivers and an additional 30 volunteers who donate their time handling
administrative tasks, including staffing the office, answering phones and taking ride
requests.

Volunteers can request partial fuel reimbursement on a quarterly basis, which is often
nominal.

Measures of Effectiveness

The program provides roughly 400 one-way trips per month, depending on weather
conditions, etc.

Lessons Learned

Being flexible with the volunteers in terms of their schedules and demands on them is a
key to the program’s success.
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The need to rethink certain policies has recently been demonstrated due to weather
related school closings. The program has always used the school system’s policy,
however, has realized that the policy may not be relevant to the senior transportation
program.

Keeping with the original mission of the program to provide reliable and affordable
transportation to the senior population, and not expanding or deviating from that mission
has also helped to keep the program successful and intact.

Finally, keeping the program simple in terms of administration, access, and tracking of
information and funds has been helpful. Passengers set up accounts in advance from
which fares are drawn down when services are used. This keeps the transfers of money
to a minimum and makes the reconciliation much easier.

3. TRIP (Transportation Reimbursement and Information Project)

Riverside County, California

Total Population (2005 Estimate) 1,946,419
Seniors as a percent of total population (2005) 11.5%
Overall Population Density (2000) 214.4 Persons Per Square Mile

Program Organization

TRIP is an award-winning supplemental transportation program, operated throughout
Riverside County, since 1993, by the nonprofit Partnership to Preserve Independent
Living.

Program Description

Persons in need of transportation through this program are encouraged to seek out and
recruit their own volunteer(s) who can assist them. The passenger and the volunteer are
registered and make their own arrangements when service is required. The passenger
submits a reimbursement request based on the mileage generated in the provision of the
service, and is then responsible for making payment to the volunteer once having been
reimbursed by the program. TRIP provides assistance and counseling to help the persons
recruit volunteers. Approximately 85% of the participants have their own volunteer.

The overall design of the program is geared toward building an empowerment program,
where people who may feel helpless and powerless are encouraged to be a part of the
solution through their own efforts.

Resources Required
There are 750-1,000 volunteers on record at any given time. Staff to the program
includes one full-time Executive Director, 2 half-time support staff and one half-time
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student staff. The program out-sources many functions to partner agencies, including the
Area Agency on Aging that provides staff for Helplink, for telephone information and
referral. Helplink also handles screening and referral of volunteers. The accounting
function is also outsourced. The accounting function is large due to the reimbursement
program.

The agency’s cash budget is about $500,000, and there is a large amount of in-kind
contributions. The average cost per trip is $4.92. Mileage is reimbursed at a rate of
$.32/mile.

Measures of Effectiveness

In FY 2006, 82,406 one way trips were provided to 389 unique passengers, generating
988,193 miles. The true effectiveness of the program is found through the realization that
the experience of being involved in their own destiny and regaining some control is often
life changing in terms of the participants’ emotional health and contributes to a more
positive future.

Lessons Learned

This program is far less of a transportation program than it is a human services program,
because of the emotional impacts and the encouragement of participants to be involved.
When this program is replicated elsewhere, success is guaranteed when there is a high
level of enthusiasm for the human aspect. Failure is guaranteed if replicated simply as a
transportation program, or as a business venture, where the necessary commitment to
helping people may not exist.

How could these lessons and programs be applicable to Cobb County?

1. Who should be the sponsoring agency: Cobb County? CSS? Other non-profit? Faith
Based organizations?

2. What would be liability issues?

3. Are there administrative functions that would need to be added to the sponsoring
agency?

4. Would the volunteers be reimbursed? Would the program recipients pay a fare?

5. Would require marketing and promotion

Benefits: enhanced access to transportation, more flexibility and mobility for seniors, depending
on the level of volunteers

Costs: marketing, promotion, subsidy fund for reimbursements, administration

Questions: Liability

Measures of effectiveness: number of trips provided
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D. Senior Transit Marketing

To attract senior riders, transit agencies frequently provide reduced fares or free fares for seniors
who use the regular fixed route services. Common denominators to the programs highlighted
here are a grass-roots, face-to-face outreach effort and the ability to demonstrate the service in a
hands-on environment. While not specifically highlighted, Long Beach Transit’s outreach
program models that of Orange County, and the two agencies, which are both located in
Southern California, frequently partner on excursions between the service areas. Lessons learned
from that program include ensuring that the number of participants is manageable, and that
partner agencies can and will handle much of the recruitment process when arranging a field trip.

1. Orange County Transportation Authority
Senior Marketing Program

Orange County, CA

Total Population (2005 Estimate) 2,988,072
Seniors as a percent of total population (2005) 10.6%
Overall Population Density (2000) 3607.5 Persons Per Square Mile

Program Organization

The Orange County Transportation Authority (OCTA) is a multi-modal transportation
agency serving Orange County. Services provided include countywide bus and
paratransit service, Metrolink commuter-rail service, toll facilities, freeway, street and
road improvement projects, motorist aid services and taxi operation regulation.

OCTA provides several services aimed directly at the senior market, including the Senior
Mobility Program (SMP) which funds local cities’ efforts to provide transportation
services that fill the gap between local fixed route buses and ADA paratransit or
ACCESS service.

OCTA also reaches out to the senior population through the Senior Marketing Program.
Program Description

The Senior Marketing Program includes presentations with an overview of OCTA's fixed
route service, coach operator training and security to assure them the system is safe and
convenient. Participants are also instructed on how to plan trips using the Bus Book,
Customer Information Center and the online trip planner. The presentation also includes a
brief field trip on an OCTA bus where participants receive demonstrations on various
features such as the fare box, wheelchair ramp and stop request. Presentations are
scheduled at senior centers throughout the county or at the request of a particular
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location. The schedule is posted and more detailed information distributed just prior to
the presentation date.

The short trip provided is arranged much like a field trip, with a particular destination in
mind and incentives for participation provided, including giveaways and discounts. Bus
passes are often distributed for future travel to those who participate.

Recently OCTA has teamed with Long Beach Transit Authority to encourage travel
between the two systems by demonstrating the simplicity as well as the range of
destinations available.

Resources Required

The program is provided through the Marketing and Community Outreach Department
and all functions are handled in-house. There is one full-time outreach employee
involved in the program, although that employee’s time is also allocated to other outreach
programs. Because of time constraints, the agency has worked with consulting firms to
handle the other larger outreach programs, including those aimed at students, permitting
the coordinator to dedicate her time to the senior programs. The coordinator also reaches
out at Senior Fairs and Expos held throughout the County.

There is no dedicated budget for the program and expenses are limited to small cost
giveaway items, passes and printed materials.

Measures of Effectiveness

Passes distributed are coded as senior/disabled, providing a general idea of use. The
passes are also numbered and can be tracked more specifically by the numerical
sequence, however this is not frequently done. Effectiveness is generally measured by
the level of participation at the scheduled events.

Lessons Learned

Staff indicated that the presentation of transit as an option in addition to the seniors’ other
means, rather than as a last resort has a more positive connotation and is received more
warmly.

Creating a fun “adventure” with the training trip helps to capture the interest of the
seniors and get them more involved in the outing itself as well as in learning what else is
available. Financial incentives at the destination, such as shopping discounts, encourage
participation and make the trips more like an excursion.

Question and answer sessions provide opportunities to give out freebies and helps to keep
the seniors’ interest during the presentation.
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Staff stresses the angles of cost savings and a sense of freedom, which they have found to
be motivating concepts.

2. North County Transit District (San Diego CA County)
“Breeze Sprees”

Total Population (San Diego County 2005) 2,933,462

North County Service area 888,740

Seniors as a percent of total population (entire county 2005) 11.1%

Population Density (entire County 2000) 670 persons per square mile

Program Organization

The NCTD service area is located in the northwest corner of San Diego County. The
service area includes the cities of Carlsbad, Del Mar, Encinitas, Escondido, Oceanside,
Solana Beach, San Marcos and Vista, Camp Joseph H. Pendleton, the unincorporated
communities of Fallbrook and Ramona and other unincorporated portions of northern San
Diego County.

NCTD provides an array of transit services, including commuter rail service, fixed-route
service, seasonal special service, general purpose demand-response service and ADA
paratransit service.

The Breeze is the fixed route service provided in the North County area.
Program Description

Breeze Sprees is an annual marketing campaign aimed at senior citizens encouraging
them to use fixed route services to meet their shopping needs. NCTD worked with local
businesses to create an incentive program including discounts with proof of ridership and
providing giveaway items. In kicking off the campaign, community outreach staff visited
senior centers and created a competition between the main centers in the area. During the
visits, travel training was provided and a day pass issued to those that attended. The
center with the most participation in the travel training and that turned in the most
validated day passes won a prize.

Resources Required

The budget for this campaign has been expanded for this year but remains minimal, at
$5,000. The budget covers the cost of the giveaways, written marketing materials and
other nominal items. The campaign is carried out by PR staff and by a full-time travel
trainer. This position was made full time after the first successful campaign and a formal
travel training program put in place.
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Measures of Effectiveness

During this campaign, the agency provided travel training and introduced more than 500
seniors to the service. The travel training program has been formalized and has had more
than 240 participants, 180 of whom went on a customized day-trip to learn first hand how
to navigate the bus and train system.

The agency received a great deal of publicity for this campaign and received an AdWheel
Award from the American Public Transit Association. The agency has also developed a
much better and ongoing relationship with the senior centers.

Lessons Learned

Some previous retail sponsors whose contribution was more self serving will not be a part
of future campaigns; rather the agency has opted to include the cost of those sponsorships
in the budget.

The outreach effort has provided significant positive free press for the agency, including
television and newspaper coverage.

Advertising dollars were better spent through print media as opposed to television and
radio spots, and the grass roots concept has been effective in getting the senior centers
involved and creating community support and enthusiasm.

3. Palm Tran - Seniors in Motion

Palm Beach County, Florida

Total Population (2005) 1,268,548
Seniors as a percent of total population (2005) 21.4
Overall Population Density (2000) 573 Persons Per Square Mile

Program Organization

The program is provided through the Public Relations Department of the transit agency.
Training is conducted by the staff of the Public Relations department as a part of their
overall job.

Program Description

Through the Seniors in Motion program, Palm Tran staff provides specific outreach to
seniors. With regard to outreach, the program provides staff with the opportunity to give
presentations to senior centers and senior groups about the services provided and about
their transit options. Some of the presentations are followed by travel training sessions,
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although the outreach is the more important task. The program provides for reduced
fares for seniors between the ages of 65 and 84, and seniors 85+ ride for free once
registered. When a new route was recently introduced in the northernmost part of the
service area, senior centers were targeted for this outreach primarily as there had been no
service in the area before and because there were several major shopping destinations
along the route.

Resources Required

The program is incorporated into the overall budget of the PR department. There are two
staff members providing the outreach, who are covered by the agency’s general liability
and worker’s compensation insurance.

Measures of Effectiveness
Ridership by seniors on this new route was effectively captured.
Lessons Learned

Community speaking engagements open the door for future communications and
additional education, including travel training. Inundating the new service area with
information by direct communication as well as targeting places where seniors spend
their leisure time for placement of literature and service information helps to generate
interest in all of the services available.

How could these lessons and programs be applicable to Cobb County?

1. Which services should be promoted and marketed? Would new services be added, or
would existing programs be promoted as senior friendly

2. Could partnerships with local businesses be developed in joint promotions? Grocery
stores, local shops, local educational institutions? Recreational activities?

3. Are there administrative functions that would need to be added to the provider of
service?

4. Would require marketing and promotion

Benefits: enhanced access to transportation, more flexibility and mobility for seniors, depending
on services and partners considered

Costs: marketing, promotion

Questions: Need to identify potential community partners

Measures of effectiveness: number of trips provided
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